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RESUMEN 
La presente tesis se realizo en la tienda de vestir Topi top  ubicada en Centro 
Comercial Real Plaza  – Chiclayo. Donde existen limitaciones para Evaluar la 
Atención al cliente debido a la  desmotivación del personal y la falta de modelos e 
instrumentos. Estos factores nos permitieron formular el problema de investigación. 
 Proponemos dos modelos de Servicio de Atención al Cliente: con apoyo 
tecnológico (Moya 2004) y Modelo de Motivación: Ayuda al Gerente (Quesada 2007) 


























This thesis was made at the Topi Top clothing store located in the shopping mall Real Plaza 
- Chiclayo. Where there are limitations to evaluate the Customer service due to demotivation 
of staff and lack of models and instruments. These factors allowed us the problem’s 
formulation of investigation. 
We propose two models of Customer Service: with technological support (Moya, 2004) and 
Motivation’s model: Managing Aid (Quesada, 2007), which will improve the customer 
service. 
 
